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INFO INSIGHTS

Navigating Our
Relationship with IT
Starting a dialogue and identifying common organizational
goals are critical to a successful relationship between
libraries and IT departments.
BY STUART HALES

Type “love-hate relationship with technology” into Google, and more than 80
million results will appear. But change
technology to IT Department, and the
number of results will balloon to more
than 380 million.
Attitudes toward technology are as
much or more about people (namely,
tech support staff) as they are about
technology, just as attitudes toward
libraries are, to a considerable extent,
influenced by attitudes toward librarians. Further complicating this dynamic
are conflicting perspectives—librarians
think the operative word in information
technology is information, whereas tech
support staff think the emphasis should
be on technology.
So, how can librarians navigate their
way to a positive relationship with their
IT Department? This issue of Information
Outlook presents a variety of perspectives, including those of David Stern,
a former chair of SLA’s Technology
Advisory Council (2015-2017); Khalilah
Gambrell, senior technical product manager at EBSCO Information
Services; and Susie Corbett, vice president of library and information technology at the North Carolina Biotechnology
Center. For good measure, this issue
also contains an interview with Sophia
Guevara, who has written about tech-

nology for both Information Outlook and
Information Today.
Here’s what this issue’s authors have
to say about navigating our relationship
with IT:
“If you look closely, you will find that
challenges around workflow processes,
knowledge management, records retention, and information architecture are,
at their foundation, information challenges. Many times, IT may not be
equipped to address or even pinpoint
these information challenges. Starting
a dialogue with IT on how to address
these challenges from our perspective
may open the door to collaboration.”
—Jennifer Pflaumer, “Librarians,
Information Professionals,
and IT: A Natural Fit”
“... [T]echnical issues are diminishing
as primary reasons for library-IT collaboration. More conversations are being
sparked by common goals, such as
future-proofing the institution’s services
for its users. For example, enterprise
single sign-on projects, commonly initiated by IT teams, are prevalent in the
U.K., while similar initiatives, focused
on data privacy and security, are gaining momentum in the United States.”
—Kristina Symes, “The
Transformative Power of Dialogue”

STUART HALES is editor of Information Outlook and content
director at SLA. He can be reached at shales@sla.org.

“It’s quite possible ... that you may
know more about a certain software
program or piece of hardware than the
folks in IT. I say this as a way of setting expectations. You may need GIS
support, but there may be no one in
IT with experience in that. You may be
an expert with Kindles, but IT may not
even be working with iPads. Keep this
in mind when requesting support.”
—Susie Corbett, “An Insider’s
View of IT”
“Working with IT can be intimidating,
especially when the team begins to discuss implementation details or system
architectures. Be curious and brave;
ask questions! You will be surprised
how your questions provide insights for
the team to explore additional options
and ensure that everyone’s priorities
are in sync.”
—Khalilah Gambrell, “Five Ways to
Build a Strong Relationship with IT”
“Many IT people prefer to operate via
e-mail, but this is not a great way to
blue-sky the initial elements of a project.
An initial face-to-face conversation is a
better way to begin an exploration that
often requires an iterative understanding of terminology and intention. Such a
conversation is much more effective—
you can show examples of best practices via existing services, interfaces, and
desired workplace implementations.”
—David Stern, “Personal Interaction
Sets the Stage for Success”
“I think the technologies that will have
the biggest impact will be the ones that
work best in someone’s organization,
and the ones that will have the least
impact will be the ones that can’t be
sold within an organization ... [W]hen it
comes to technology, it’s really the decision of the person who wants to implement it and whether they can make the
case for it. ”
—Sophia Guevara, “Member
Interview: 10 Questions”
Also, this issue contains the first
installment of “Readers’ Tips,” in which
SLA members share their favorite tips
on the theme topic. Check out the suggestions on how we can best navigate
our relationship with IT. SLA
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Librarians, Information
Professionals and IT:
A Natural Fit
MAny IT cHALLengeS Are AcTuALLy InforMATIon cHALLengeS,
And THe SLA core coMpeTencIeS SHow How LIbrArIAnS And
InforMATIon profeSSIonALS Are equIpped To AddreSS THeM.
BY JENNIFER PFLAUMER, MLIS

C

onfession: I am a librarian by training, but I have
never worked professionally in a library. Instead, I
am an independent information professional, and I help improve the way that
businesses store, share and access
information.
I started my consulting career sort of
by accident, working side by side with
an IT director who taught me the basics
of Microsoft SharePoint for a document
management project. Working on that
project planted the seed for me to go
into information management consulting, and I have been doing exactly that
for 10 years now.
The work I do varies, but one thing
has remained constant—I am always
collaborating in one form or another
with my clients’ IT departments. As
it turns out, we are natural partners.
Often, I am hired by the IT Department
to assist with a particular project, or I

am brought in by another department
and paired with IT to troubleshoot an
issue.
Even if I am not specifically partnered with IT on a project, I always end
up going to them to understand their
philosophy, practices, and constraints
related to information management systems. Understanding their perspective
helps me tailor my recommendations so
they will be sustainable for my clients.
Here are some of the more common
types of scenarios I have encountered
in the course of my consultancy:
Scenario 1: The file servers of an
organization are running out of space.
The IT Department is trying to keep up
with the demand of its users, either
by buying more servers or external
hard drives or by pushing content to
cloud-based services like Amazon Web
Services or Office 365 suite.
Scenario 2: The organization needs
some new software to perform a func-

tion or streamline a process. The
IT Department leads the charge in
purchasing the software and then is
responsible for rolling out the system
across the organization.
Scenario 3: An organization is using
Google Drive, Box, SharePoint or some
other cloud-based document management platform for their files, and staff
are having trouble finding the files
they need. IT supported the switch to
these platforms (potentially as part of
Scenario 1), but as the years went by,
employees started having trouble finding files within the system. They began
either duplicating files in other locations
so they could easily find what they
needed, or using different platforms
they were more comfortable with to
save and share files with others.
Perhaps some of these scenarios
sound familiar, as they are very common. Regardless of your role in your
organization, if you hear about or expe-

JENNIFER PFLAUMER is the principal of Paroo, an information management consultancy she launched in
2009. She helps organizations purchase and refine their digital asset management systems, better organize their files
with dedicated taxonomies, and make their content more findable on their websites and file systems. While earning
her library degree at UCLA, she focused on human-computer interaction, digital media, and information architecture.
Contact her at jennifer@paroodigital.com.
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rience any of these scenarios, you are a
natural fit to help.
There are several reasons I think
librarians and information professionals
are uniquely suited to partner with IT to
resolve these types of challenges. For
starters, we deal in information, which
is at the core of each of these scenarios.
If you look closely, you will find that
challenges around workflow processes,
knowledge management, records retention, and information architecture are,
at their foundation, information challenges.
Many times, IT may not be equipped
to address or even pinpoint these information challenges. Starting a dialogue
with IT on how to address these challenges from our perspective may open
the door to collaboration. So let’s look at
each one in detail and use SLA’s Core
Competencies to tease out the value we
can provide in these instances.

Servers Running Out of Space
Why do servers run out of space?
Usually this has to do with a plethora
of assets (such as documents, images,
videos, and audio files) being created
and stored on a server. Sometimes it
happens when an organization increasingly begins to store larger image or
video files, such as TIFFs or MOVs;
sometimes it happens because staff
are duplicating large groups of files
and placing them in different file folders to share with others outside of their
department, effectively bypassing the
constraints of siloed permission settings
on a server.
In all these cases, simply purchasing
additional servers or moving to a cloudbased system will not solve the root
issue. To come up with a solution for the
long term, we must take a closer look
to identify the behaviors and use cases
that are causing the swell of assets.
SLA’s second core competency,
Information and Knowledge Systems
and Technology (Special Libraries
Association 2016), delineates the skills
and knowledge librarians bring to this
type of scenario. We are able to do the
following:

Many challenges that organizations
face in not being able to find files
and having duplicate files in various
locations can be diagnosed as
information organization issues.
• engage multiple stakeholders to recommend the information architecture needed by the entire organization;
• select and implement information
and knowledge systems; and
• identify systems and tools to meet
requirements of specific communities.
Furthermore, SLA’s fifth core competency, Organization of Data, Information
and Knowledge Assets, describes two
additional skills we can apply: (1) developing retention and destruction policies
and procedures based on legal requirements and organizational operating
needs, and (2) training others in effective practices for information organization and management.
Drawing on these strengths to partner
with IT enables us to find a strategic, scalable solution to this scenario.
IT’s knowledge of servers, systems and
technical infrastructure, coupled with
our knowledge of information management practices, creates a powerful
alliance.

New Software Required
New systems are sought and purchased
for a variety of reasons. Perhaps an
organization has outgrown its current
system, or the system has become
outdated and clunky. Perhaps an organization has been limping along using
an assortment of tools that are not suitable for the task at hand, and there is
a dedicated system on the market that
would provide enhanced functionality
and features.
Whatever the reason, IT usually plays

a role in procuring and implementing new software. However, they could
really use our help. In some companies,
IT may have project managers who are
responsible for software rollouts, but
many times this is not the case. At those
times, librarians and information professionals can hold the key to a successful
implementation and rollout process.
SLA’s first core competency, Information and Knowledge Services, highlights the skills we can bring to this
scenario:
• recognizing and articulating information and knowledge needs;
• analyzing information and knowledge
flows relevant to the context of community characteristics and organizational goals; and
• understanding the varied aspects of
human information behavior.
We can use each of these skills to
help IT successfully manage a software
implementation. Our ability to survey
the landscape of the organization, provide communication about the system
rollout that will resonate with staff, and
assist in the documentation of workflows and processes that will be affected by the new system are all invaluable
components of a successful system
rollout. Using these skills in the course
of a software implementation will free IT
to focus on the more technical details of
implementation with the system vendor.

Trouble Finding Files
It is probably obvious what our superpower is in this scenario, but I’ll say
it anyway: taxonomy! SLA’s fifth core
competency, Organization of Data,

INFORMATION OUTLOOK V23 N01 JANUARY/FEBRUARY 2019

3

information
outlook
The Magazine of the Special Libraries Association
Vol. 23, no. 01
January/february 2019
Editorial and Production:
Information Outlook Advisory Council:
elizabeth price (chair), Mehmed Ali, Jennifer
embree, eugene giudice, Sophia guevara,
nathan rosen
Editor: Stuart Hales
Graphic Design: Thought word & deed
Publisher:
Special Libraries Association,
7918 Jones branch drive #300
McLean, Virginia 22102
phone: +1.703.647.4900
www.sla.org
magazine@sla.org

NAVIGATING OUR RELATIONSHIP WITH IT

Information and Knowledge Assets, hits
the nail on the head with these four
skills:
• developing custom taxonomies and
ontologies as local circumstances
warrant;
• applying standard professional practices for descriptive (file naming
conventions!) and subject metadata
to information assets;
• developing custom metadata schemas; and (again)
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• training others in effective practices
for information organization and
management.
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This scenario is in our wheelhouse.
Many challenges that organizations face
in not being able to find files and having
duplicate files in various locations can
be diagnosed as information organization issues. IT may or may not be notified of these issues as they first start
cropping up, but they do eventually
become aware as files become harder
to find.
In fact, this is actually a scenario
where we may know what is happening
before IT does, which puts us in a great
position to be proactive about how we
can help. Offering to be a partner in this
type of organizational exercise can open
the door for more collaboration with IT
and other departments, which will ultimately benefit the entire organization.
So, if you’ve ever questioned your
IT Department’s process on server
projects, software implementations, or
document management projects, get
in there and see where you can help.
Chances are, they will welcome your
viewpoint and skill set, and you will find
a natural and fulfilling application of
your talents. SLA

Subscriptions:
Annual subscriptions to Information Outlook cost
uS $240. Subscribers receive access to a digital
online version. Access is through Ip address
authentication. for details, contact editor@sla.org.
Writing for Information Outlook:
Information Outlook welcomes queries from
authors about articles of interest to information
professionals. for writer’s guidelines and a current
editorial calendar, visit www.sla.org or write to
editor@sla.org.
Letters to the Editor:
comments about articles or columns published in
Information Outlook may be submitted as letters
to the editor. Letters should be sent to editor@
sla.org with a subject line of “Letter to editor.”
All letters should include the following: writer’s
name, SLA volunteer title (if applicable), city and
state/province, and e-mail address. Letters may
be edited for brevity or clarity or to conform to the
publication’s style. Letters may be rejected for any
reason.
Copyright and Permissions:
© 2019 by the Special Libraries Association.
Material protected by this copyright may be
duplicated for the non-commercial purpose of
scholarship or research. Authors may distribute
their articles as photocopies or post them to
corporate intranets or personal websites without
advance permission provided they are used for
educational purposes only. In all cases, the
reprinted or republished articles must include a
complete citation and also reference SLA’s website
address (www.sla.org). for permission to reprint
Information Outlook articles in other publications,
write to editor@sla.org. Include the issue in which
the article was published, the title of the article,
and a description of how the article will be used.
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The Transformative
Power of Dialogue
More And More, coMMon goALS Are repLAcIng TecHnIcAL probLeMS
AS conVerSATIon STArTerS beTween IT depArTMenTS And LIbrArIeS.
BY KRISTINA SYMES

I

n 2014, the year I started working for the global identity and
access management provider
OpenAthens, a tense relationship between IT departments and
libraries was commonplace. A stark
difference in the language used by each
group presented fertile ground for misunderstandings. Frustration following
such instances bred mistrust and, in
some cases, mutual disrespect.
When problems arose, librarians had
to choose between “duct taping” their
legacy systems or asking their IT colleagues for help. The latter choice
would inundate IT with requests to
work on tools that were not necessarily
owned by that department.
Here is a scenario I frequently come
across: An EZProxy server was bought
and configured by a systems librarian,
who then left the institution. It ran well
for a while, but the infamous POODLE

attack and a subsequent wave of publishers upgrading their websites to the
latest security protocol left the library
in a pickle. The librarians would then
ask themselves the following questions:
Do we need to upgrade our EZProxy?
Can we amend the resource stanza so
it works again? Most importantly, where
can we find the expertise to accomplish
these tasks, and what do we tell our
patrons in the meantime?
I know of many librarians who
spent nights trawling online forums on
EZProxy management; others hurriedly
upgraded to the hosted version offered
by OCLC. But the savviest, in my opinion, were those who enlisted their IT
Department’s help to find a long-term
solution.
According to first-hand reports by
institutions with which I’ve worked,
many librarians were surprised to find
their IT teams had already been toy-

KRISTINA SYMES is the technical solutions lead for OpenAthens and
author of Access to Online Resources: A Guide for the Modern Librarian.
She frequently speaks at conferences and is keenly interested in how
technology can help digital libraries deliver more value to communities
they serve. Contact her at Kristina.symes@openathens.net.

ing with ideas to solve the segregation
between library systems and the rest of
the infrastructure. Technical problems
in the library provided an excellent
opportunity to connect and take action.
Due to the widespread adoption of
EZProxy, the earlier example may be
well known to the reader. However, it is
just one of many events with the potential to bring the library and IT closer
together.
Fast forward to 2019, and technical
issues are diminishing as primary reasons for library-IT collaboration. More
conversations are being sparked by
common goals, such as future-proofing
the institution’s services for its users.
For example, enterprise single sign-on
(SSO) projects, commonly initiated by
IT teams, are prevalent in the U.K.,
while similar initiatives, focused on
data privacy and security, are gaining
momentum in the United States. These
present a tremendous opportunity for
the library to cozy up with advanced
technology.
Now, why should a librarian care
about advanced tech? One reason is
to provide a superior user experience;
another is to reduce the administrative overhead. The two go together like
apple pie and vanilla ice cream (or

INFORMATION OUTLOOK V23 N01 JANUARY/FEBRUARY 2019

5

NAVIGATING OUR RELATIONSHIP WITH IT

England and summer rain).
It may not be immediately apparent
how the introduction of “yet another thing” into the system can both
unburden the people supporting it and
increase end user satisfaction. I am
eager to detail this next. For now, less
work and happier patrons seem to
be good enough reasons for a strong
library-IT alliance.

The Golden Zone
The “golden zone” is where the magic
happens, the place where users enjoy
the best possible experience: seamless, secure and personalized access
to all connected applications. When the
library’s engagement with IT is limited,
the golden zone can be quite small.
Look at Figure 1 to see what I mean.
Red lines in the diagram represent
a login prompt. Where an LDAP connection is indicated, a “same sign-on”
experience occurs. Anything connected
this way will prompt the user for a login
to each connected item, yet the same
username and password can be used.
The diagram indicates different pairs
of credentials for the library portal,
EZProxy, OpenAthens, and Adobe,
which is a nightmare situation for
anyone trying to conduct some quick
research. The golden zone highlights
the only part of the infrastructure where
signing into one application yields
seamless access to another (in other
words, a single sign-on).
For reasons too numerous to be
listed, the IT folks may not necessarily
be aware of all the library-related tools,
such as link resolvers, Blackboard,
Adobe, and the ancient database protecting access to the library portal.
When the planets align, bringing the
IT and library teams to one table, the
golden zone expands. Skilled, taskoriented technicians and passionate,
caring librarians who know what’s best
for their patrons make a powerful combination. I have seen a single conversation between two teams transform the
institution’s research experience. An
example of how this can be achieved is
shown in Figure 2.

6

Figure 1: Disjointed Infrastructure

Figure 2: Seamless User Journey

The green lines indicate seamless
access. Due to a better choice of connections, a single login to one product
will grant entry to others seamlessly.
Security is increased tenfold, as only
the minimum information required is
shared between components. In contrast, the LDAP access depicted in
Figure 1 exposes the user’s entire data
file, including their address, payroll
number, and shoe size (if it’s on the
system).
The structure detailed in Figure 2
does not require any development work,
expensive consulting, or months of
planning. The ADFS-centric approach
merely utilizes the best part of the system and advanced protocols, which are

INFORMATION OUTLOOK V23 N01 JANUARY/FEBRUARY 2019

available out of the box for each of the
applications.
The library portal is now protected by a familiar login screen, not an
old database on the brink of extinction. Link resolvers are integrated into
OpenAthens, which doubles as a proxy
when required. Talis, Adobe, and
Blackboard are plugged into ADFS or
OpenAthens, forming a friendly federated ecosystem to deliver the single
sign-on experience.
Now for the best news of all: the
impact on maintenance. As both diagrams are real-life examples from my
professional experience, I can testify
that, for the institution in Figure 1, a
simple rejuggle slashed the amount

NAVIGATING OUR RELATIONSHIP WITH IT

of time spent troubleshooting access
issues by 80 percent.
From this point on, the librarian’s
main worry was keeping link resolvers
up to date and adding correct links to
the reading list. The IT team carried on
maintaining Active Directory and Office
365 as before. Additional connections
to ADFS had no negative impact, as
it demands minimal effort by design
(ADFS certificates update themselves
automatically these days).

Heart to Heart, Not
Head to Head
As with building any relationship, finding
common ground with IT is a great first
move. Here is how I would approach
the conversation if I were a librarian:
“Hello, IT! Could you tell me more
about our IT strategy? I am looking to
improve the user experience for library
patrons, and I would love to work
together to align our plans.”
The technician’s answer may bore
the librarian to death; then again, I
have also seen the opposite happen
(think metadata and MARC records).
However, the aim of the question is to
find out about IT’s shiny new tools that
could benefit the library. For example,
a large university in the state of Georgia
has been running Shibboleth for years,
and it was used to facilitate a secure single sign-on experience between various
applications accessed by students. The
library had no idea Shibboleth could be
used to access online resources, which
is ironic since this is one of the reasons
it was developed in the first place.
Well-known pain points can also
serve as excellent conversation starters:
“I heard library patrons raised 38 tickets with the IT support desk this month,
all related to that old database we use
for accessing the portal. I know it’s not
your job to maintain it, and I would
really appreciate your help in addressing this problem for good.”
Most librarians I talk to admit they are
not very technologically savvy. Library
science curricula rarely cover the use of
protocols and how to connect different
systems. Frequently, the apprehension

in talking to IT stems from uncertainty
about how to communicate the problem.
What words should I use?, librarians
wonder. I am not familiar with all of
the technical jargon, so what if I can’t
understand what they tell me? I’ve
heard we have ADFS, but I’m not sure
how it works. What if it has nothing to
do with the library?’
These are all legitimate concerns.
I’ve learned that the best approach for
librarians is to present detailed requirements, in plain English. Technicians
can figure out the rest, as long as they
know what librarians want. And it is
essential for both parties to be passionate about delivering the best for their
users, together. After all, users are the
reason that both the IT Department and
the library exist. SLA

Join SLA in Cleveland for 2019 and
Discover Why Cleveland Rocks!
The SLA 2019 Annual Conference is excited to see you in Cleveland this June.
This premier event delivers 100-plus education sessions, a vibrant exhibit and
information hall, unmatched networking opportunities and much more!
The SLA Annual Conference connects special librarians and information
professionals to explore the latest challenges and trends in knowledge and
information management.
Hear from dynamic and inspiring keynote speakers, connect with colleagues,
and meet with leading information product and service providers.
This event not only elevates your professional knowledge and network,
but also celebrates our industry, accomplishments and passion.
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An Insider’s
View of IT
THe fIrST prIorITy of THe IT depArTMenT IS To SAfeguArd THe orgAnIzATIon’S
dATA And neTwork. LIbrArIAnS cAn uSe THeIr cuSToMer SerVIce orIenTATIon
To HeLp IT beTTer SerVe uSerS.
BY SUSIE SPEER CORBETT, MSLS

I

got my first taste of computing in
library school—in 1979! Our curriculum included training in PL/1
programming. We had to write
simple programs to alphabetize book
titles and call numbers.
I loved the logic of programming and
the iterative processes required to get it
right. Before I graduated, I was responsible for the first computing lab in the
library school’s library. We got our first
Apple computer just a couple of weeks
before I left to take my first real job.
I’ve worked in systems and IT my
entire career, from those early experiences to learning to program in dBase
to implementing my library’s first integrated library system, local area network, e-mail servers, and CD servers,.
Sometimes I have been a customer of
campus or hospital IT departments,
and sometimes I have managed the

IT department supporting my library or
my organization. Currently, I manage
IT for my organization, a private nonprofit of about 65 employees with a goal
to accelerate life science technologybased economic development in North
Carolina.
When I first took over IT at my current organization, I had a pivotal conversation with my team in which the
two primary IT guys lectured me about
how IT should be the “top dog” and tell
everyone what they had to do meet our
requirements. This was how IT operated in every other organization, and we
should be no different.
As a native librarian, however, I bring
a customer service orientation to IT.
I see the role of IT as ensuring that
employees are able to do their jobs
efficiently, unhampered by IT issues.
Employees shouldn’t serve IT; IT should

SUSIE CORBETT is vice president, life science intelligence, at the
North Carolina Biotechnology Center, where she manages information
technology and the team formerly called the library. Previously, she
worked in library systems and library management in academic
medical libraries. Contact her at Susie_Corbett@ncbiotech.org.
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serve them. I think this basic difference
between librarians and native IT people
is one of the leading reasons that librarians make great CIOs! (But that’s a topic
for another day.)
My experience managing IT has
given me insights into IT departments
that I hope will help you navigate to a
better relationship with IT (or at least
to a better understanding of IT folks).
Naturally, there are some sweeping
generalizations here, and your experiences will vary.
IT is first and foremost responsible
for the security of your organization’s
data and network. Knowing this helps
you understand IT’s reluctance to try
new things, their preference for conformity over customization, and their need
to control rather than provide customer
service.
You may think this is in direct contrast to my previous statement that IT
should enable employees, but it isn’t.
A hacked server stops everyone’s work.
Therefore, I am always balancing my
goal of customer service with the need
to provide a secure and stable computing environment.
A couple of years ago, the National
Institute of Standards and Technology

NAVIGATING OUR RELATIONSHIP WITH IT

(NIST) changed its recommendations
for secure passwords away from having
a letter, a number, a capital, a symbol, etc., to having longer passwords
(Wisniewski 2016). NIST also said there
is no evidence that changing your password regularly makes it more secure.
As soon as my IT team saw this, we
dropped our quarterly password change
requirement, dropped the complexity
requirements, and required only that
passwords have a minimum of 12 characters. Our users were happy, my goal
of excellent customer service was met,
and best practices for the safety of the
network were met.
So, when approaching IT with a new
idea, recognize their need to ensure
security and assure them that you, too,
want to keep your data and network
secure. Ask if they see a risk that you
might not notice.
IT keeps costs down with consistency. In Desktop Total Cost of
Ownership: 2013 Update, Gartner analysts Frederica Troni and Michael Silver
noted that a locked and well-managed
desktop PC can cost 44 percent less
to maintain than an unmanaged PC.
Keep this in mind when your library
can’t get the tools that would make your
life easier, or you don’t have administrative access to your computer and
can’t install applications. You may not
even have remote access to the work
desktop, depending on the regulatory
environment.
In my organization, we stopped buying PCs six years ago in favor of “thin
clients” or virtualized desktops. We did
this to keep support costs low on the
hardware side and support as many
different software programs as possible
with the same number of staff. It does
mean, however, that if one team needs
Zotero, all staff may see it on their
desktop.
So, before you approach IT for something customized, think about the overall impact and how critical the customization is to you.
Clear communication on both sides
is always important. Is there any place
in our lives where clear communication
is not important? Communicating with

IT is no different. For example, people
frequently call the Help Desk to say
their computer “died.” But in IT, we’ve
learned this can mean anything from
Word closing on them for no apparent reason to the power cord being
knocked out of the socket to their profile
not loading.
Our advanced degrees require good
oral and written communication, but
generally speaking, IT support staff
(and, often, IT management) do not

to know.
IT doesn’t always know the source of
the problem. Some users are satisfied
when a problem is fixed, and they go
on about their business. Others always
want to know what happened: Why did
the server stop working? Why did the
Internet go down? Why didn’t my password work? Truthfully, we in IT don’t
always know.
Earlier in my career, I was responsible
for the integrated library system shared

IT focuses on the immediate fix, and
only when patterns develop is there
deeper research into the root cause.
have that training. Additionally, IT staff
are not trained to conduct a reference
interview. We’ve all talked to at least
one technical support person who is
clearly working from a script, focusing
on ensuring that all the important questions are asked even though they may
be unrelated to your issue.
I once had a conversation with someone high up on the IT support structure
at a state university. He told me that a
faculty member had contacted him to
say that he couldn’t access an online
journal. The IT person wrote back and
told him what to do, in a simple, onesentence instruction. By the end of the
story, the faculty member had e-mailed
back and forth with this person five
times—and the IT guy never changed
his response, never asked a question,
and never offered to come and look.
Yet the IT person thought the faculty
member was the one who wasn’t communicating!
My point is, whether you are reporting
a problem, asking for a consultation,
or kicking off a new project, be explicit
about the problem and what you need
from IT. Play the reference interview in
your head and be sure you’ve provided
all the information you think they need

between an academic library and a
health sciences library. Sometimes the
connection between the two facilities
would be lost, or the system would not
function exactly as it should. When this
happened, I did everything I could to
get the system back up, make the connection work, and report back to my
counterpart at the other library. Each
time, she wanted to know what happened. Nine times out of 10, I had no
idea.
Things happen. I’ve worked in IT for
more than 30 years, and I’ve learned
that what should be a science is often
just a black art. IT focuses on the
immediate fix, and only when patterns
develop is there deeper research into
the root cause.
When you recognize patterns of
problems, press for the root cause.
Otherwise, be happy when a fix is made
and move on.
IT has trouble making forward leaps.
Are your computers on the latest version of Microsoft Office or the latest
version of Windows? Or are you locked
into older versions?
If the latter, it’s likely a direct result
of IT being bogged down in fixes, with
little time to test and troubleshoot a path
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forward. It’s also sometimes harder for
enterprise IT to upgrade than it is for
individuals.
This is frustrating to IT and to users.
In my environment, some staff are using
Office 365 and can’t understand why
the entire organization hasn’t adopted
it. Moving the enterprise to this platform
is complicated, and there is much we
have to learn. IT and the life science
intelligence (LSI) team (formerly the
library) are the beta testers.

Interestingly, I’ve noticed that IT is
reluctant to make appointments with
staff. I’ll ask how a problem turned
out, and the answer is often that the
technician went to the user’s office but
nobody was there, and neither the user
nor IT has followed up. You may get
faster support by suggesting specific
times when you’ll be available for someone to look at your workstation.
IT doesn’t like to be left out—and
shouldn’t be. The LSI team likes to

Every IT team I’ve worked with
has favorite users and users they
are reluctant to help. Favorite
users get fast attention.
Another reason large organizations
have trouble moving forward is that they
have to consider the least computerliterate employees. Moving to Office
365 means we’ll have new locations for
people to store their files, like OneDrive
and SharePoint. We have staff now who
call us to help them find files because
they don’t remember where they saved
them. Determining best practices for
them ahead of time is a big consideration.
IT doesn’t use the same software
you use. I realized one day that, except
for e-mail, the IT team rarely uses the
software the staff uses. They don’t create Word documents, and they don’t
make spreadsheets. Their support of
programs like Tableau or our finance
system is limited to technical support of
servers and connectivity, or being a liaison between the user and the vendor’s
technical support.
Fortunately for us, our librarians are
experts in Word and Excel and provide support to users when IT can’t.
Together, IT and LSI teach short courses to staff in a variety of applications to
raise their information and computer
literacy skills.
10

know what other units are doing and
what their goals are so we can anticipate the research we’ll be asked to
provide. Similarly, IT likes to know what
the units are doing so they can anticipate needed support. Unfortunately,
users often think to bring in IT only after
they’ve decided what they’re going to
do. At that point, IT is expected to make
it happen.
Bring IT in early on a project. If you
go too far down the path to project ideation or completion, you may already
have created expectations that IT can’t
meet—and you may be resented for it
in the process.
The term IT covers a wide range
of technologies: hardware, software,
network topologies, etc. Users often
assume that an IT person knows about
all kinds of IT issues, from servers to
cloud applications to Microsoft Word to
expense applications. It isn’t possible.
Each of my IT folks is a generalist, and
each tries to understand all of the applications we need to support. I have also
worked in environments where IT was
a collection of “one-trick ponies” who
each did only a few things.
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It’s quite possible, then, that you may
know more about a certain software
program or piece of hardware than the
folks in IT. I say this as a way of setting expectations. You may need GIS
support, but there may be no one in
IT with experience in that. You may be
an expert with Kindles, but IT may not
even be working with iPads. Keep this
in mind when requesting support.
IT responds well to food and kind
words. Think about your clients for a
minute. With whom do you enjoy working? Is it the person who tells you how
great you are and how much your work
helped them, or is it the person who’s
always complaining?
Every IT team I’ve worked with has
favorite users and users they are reluctant to help. Favorite users get fast
attention. They’re the users who say
please and thank you, who don’t blame
IT for their problems. Sometimes these
users bring food; often, they e-mail
me to point out the great service they
received from the IT person.
So, when working with IT, hide your
frustrations, keep an open mind, and
expect the best. You may be surprised
how well things turn out.
I hope my notes have given you some
insight as to how to have a better relationship with your IT team. If they have,
I’d love to hear from you. SLA
RESOURCES
Troni, Frederica, and Michael Silver. 2013.
Desktop Total Cost of Ownership: 2013
Update. Gartner.
Wisniewski, Chester. 2016. NIST’s new password rules—what you need to know. Sophos:
Naked Security.

NAVIGATING OUR RELATIONSHIP WITH IT

Five Ways to Build a Strong
Relationship with IT

BY KHALILAH GAMBRELL, MA, MLS

Khalilah Gambrell is a senior technical product
manager with EBSCO Information Services.
She is a past president of the SLA New England
Chapter and an SLA Fellow. Contact her at
kgambrell@ebsco.com.

F

or most of my career, I have had a strong relationship
with information technology (IT). In my current role
as a senior technical product manager, I work with IT
staff to develop features that support users’ workflows and
research needs. Over the years, I have identified five keys to
fostering a positive relationship with information technology
that are applicable to any librarian or information professional.
The skills you learn in library school are transferable.
Every day, I conduct a reference interview. I ask customers,
subject matter experts, and executives questions to understand a problem they are facing. Once I understand the
problem and how to address it, I present this information to
developers so they can determine the best approach to implementing a solution.
If you work with information technology and you are a customer or act as the voice of a customer, use your interviewing
powers to ensure you are addressing the problem and providing developers with a sound understanding of it.
Soft skills are important! Assumption: You must have an
extensive technical background to work with IT. Reality: It
is helpful, but not required, to have a technical background
when working with IT. In my experience, these abilities are
critical: the ability to communicate and present clear requirements, and the ability to ask questions to understand the
impact of the technology being used or proposed.

Curiosity is an asset. Working with IT can be intimidating,
especially when the team begins to discuss implementation
details or system architectures. Be curious and brave; ask
questions! You will be surprised how your questions provide
insights for the team to explore additional options and ensure
that everyone’s priorities are in sync.
Embrace lean and/or agile principles. More IT departments are changing how they work and embracing lean and/
or agile principles. Both types of principles focus on working
efficiently and delivering results in a rapid and consistent
manner. Their goal is to deliver results in weeks versus a year
or more and to better manage changes in requirements and
priorities based on current user and market needs.
It is important for you to learn about these principles,
especially if your organization plans to adopt them—you will
need to know how your organization intends to implement the
principles, as they will have a significant impact on workplace
culture. Whether lean or agile, the intent is to provide IT with
just-in-time requirements and to begin work even though not
all requirements have been defined.
Change is constant. Over the past five years, much has
changed in how users access information. The way users
communicate with librarians and information professionals
has also changed dramatically during this time. At the same
time, IT has undergone changes—it is now faced with the new
world of cloud computing, data privacy and security, opensource technologies, and more.
The speed at which these changes occur will not slow—
it will only quicken as we try to meet our users’ needs and
implement technologies that support those needs. As librarians and information professionals, we must anticipate these
changes and use our skills and insights to identify ways to
shape how these advances will impact our work. SLA
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Personal Interaction Sets
the Stage for Success
David Stern is library director at Saint Xavier
University in Chicago. He can be reached at
hdavid.stern@gmail.com.

W

hen starting a collaboration with an IT individual
or team, my first suggestion is to speak with them
in person to clarify the specific details, the underlying issues, and perhaps the ultimate scope of the project.
Many IT people prefer to operate via e-mail, but this is not a
great way to blue-sky the initial elements of a project. An initial
face-to-face conversation is a better way to begin an exploration that often requires an iterative understanding of terminology and intention. Such a conversation is much more effective—you can show examples of best practices via existing
services, interfaces, and desired workplace implementations.
This type of personal interaction frequently helps clarify
and develop a common terminology, the lack of which is often
responsible for a good deal of confusion. I have seen many an
e-mail request lead to a partially completed and/or misguided
effort, only to determine later that the project was designed
around a false assumption that would have been identified in
a 10-minute face-to-face conversation.
It is also helpful to immediately come to an understanding
of the available resources, the timeline, and what the successful outcome should look like. This helps in calculating
the expected return on investment (ROI) compared to the
cost of implementation. Costs often depend upon the level of
interoperability and integration desired. Systems development
is expensive, especially when you consider that there are
many hidden costs.

12
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BY DAVID STERN, MLS

Determine if the effort is worth the enhanced functionality of
the final product(s). I have seen project parameters become
far less extensive once we jointly understood the requirements
for a large-scale implementation. On the other hand, some
smaller efforts have expanded into powerful organization-wide
tools with a simple modification that only IT recognized was
desirable for other units. The library can help identify units
across an organization with similar interests in data handling.
Before embarking upon a collaboration, determine where
the appropriate expertise and responsibilities lie. Determine
who is responsible for issues such as database design, metadata standards, and software support. You may discover you
need to outsource some types of expertise or commit to longterm support beyond the implementation stage. Often, IT is
unaware of library expertise in database design that can provide seamless archiving and searching across organizational
taxonomies. (Imagine assisting salespeople when working with
tech support terminology.)
Another important issue is the degree of privacy and security parameters. The resource may only be intended for private
group use, it may serve as a platform for capturing internal
competitive intelligence knowledge across the organization,
and/or some of the data may also be valuable for external public viewing. The product or tool may also serve as an historical
archive, which requires additional versioning support and
must address long-term preservation considerations.
Finally, remember that even a wonderful system is of little
value if it is not adopted. Successful adoption is often the
result of a well-designed rollout and continual training of staff.
If users see the value, and the administration insists that the
product be evaluated for effectiveness, the tools may become
integral to the organization. SLA
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READERS’ TIPS
In response to SLA member feedback, Information Outlook
is publishing a “Readers’ Tips” feature in each 2019 issue.
The Information Outlook Advisory Council will ask SLA members (through SLA Connect) to respond to a single question
related to the upcoming issue’s theme topic. The advisory
council will then select the best responses and publish them
in Information Outlook.
The theme of the January-February issue is “Navigating Our
Relationship with IT,” so our question for SLA members was
this: What’s your best tip for working with your IT Department?

Make It about the Organization
Don’t expect IT to know what you need, or why. Explain your
needs in terms of how the organization will benefit, not why
the library needs it.
Also, be patient. They probably have A LOT of projects in
progress besides yours. Get to the person in IT who can get
your project off the ground, and work with that person.
Katrina N. Perez

Say Thank You
In response to your call for responses to the question, “What’s
your best tip for working with your IT Department?” I would say
that my best tip is, say thank you.
IT departments spend a lot of time reactively fixing problems, often when their clients are frantic and on deadlines,
so it’s important to let them know how grateful you are that
they have the expertise to resolve your technical issues and
enable you to do your job better. And I don’t just mean saying
“thank you” at the end of the help desk call—send a quick
e-mail afterwards, cc the IT manager, and be specific about
how well the IT person who helped you did their job and how
that impacted your own job. A little gratitude goes a long way.

Tell Them What You Want
What’s my best tip for working with your IT Department? Talk
with them about what you are trying to accomplish instead of
just asking them to fix things.
We often ask IT to fix something and make it work like it
used to. Sometimes they’ll fix it, but sometimes they’ll tell us
they can’t do it for some technical or security reason. Don’t get
mad and give up! If you tell them up front what you are trying
to accomplish, they may know a technical or creative solution
you didn’t know was possible.
Amy Taylor

Be Kind and Respectful
My top tips for working with IT are similar to my top tips with
working with anyone:
• be kind and respectful;
• honor their expertise, but make sure they know yours; and
• realize that your important project may not be their highest
priority (but know how to diplomatically ask for your project to move up in the queue if appropriate).
Also, chocolates are often a handy tool!
Michael Sholinbeck

Have Treats at the Ready
Have Doritos, Ding Dongs (or Twinkies), and Dr. Pepper in
hand when you walk through the door!
Heather Kotula

Stacey DiFazio
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10 Questions:
Sophia Guevara
If THere’S one THIng SopHIA gueVArA LIkeS More THAn TecHnoLogy,
IT’S SHArIng wHAT SHe LeArnS AbouT IT wITH oTHerS.
BY STUART HALES

F

or many librarians, technology is part of the job. For
Sophia Guevara, technology
is the job—librarians are the
keys to making it work.
Sophia got interested in technology
while earning her library degree, and
at her first job she worked with a
team that focused on helping scientists
access content. That required her to
understand the technology the scientists used, both to help them manage it
and serve as a liaison with the vendor
when problems arose.
Since then, Sophia has written extensively about technology to help librarians and others better understand and
use it. As for new technologies (such as
artificial intelligence), she says librarians will decide which ones are implemented, and which aren’t.
“I think the technologies that will

have the biggest impact will be the ones
that work best in someone’s organization, and the ones that will have the
least impact will be the ones that can’t
be sold within an organization,” she
says. “... [I]t’s really the decision of the
person who wants to implement it and
whether they can make the case for it.”
In addition to questioning Sophia
about technology—a topic for which
she has written a few “Info Tech”
columns—Information Outlook spoke
to Sophia about her service ethic, her
decision to pursue a master’s degree in
public administration, and her views on
being a good leader.
You’re on the speaking end of this
interview; typically, you’re on the writing end of things that are published.
You’ve written for Information Outlook,
you’re a columnist for Information

STUART HALES is content director for SLA and editor of
Information Outlook. He can be reached at shales@sla.org.

Today, you comment frequently on SLA
Connect, and you’ve actively sought out
co-authors to write articles for library
industry publications. Do you have an
itch to write, or are you just driven to
share information?
I actually got my start in writing a few
years back, and I got into it because I
wanted to go ahead and share with the
field. I started with a book review, and
then I began writing for other publications. In fact, Information Outlook was
probably one of the first publications I
started contributing to. Then it expanded to the Tech Soup Global blog. I now
have a column in Information Today,
and I’ve contributed some articles to
Computers in Libraries and Online
Searcher. That’s pretty much it, but I’m
always on the lookout for new opportunities to write, and to present.
Much of your writing is about technology and how librarians can use it to their
advantage. What got you interested in
technology issues?
It was probably when I was in library
school. I took some tech classes, and
I was just wowed by the technology in
libraries. So I started to focus on tech-
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nology then.
My first professional position when I
came out of school was as an advisor
focused on contract negotiation, but
that said, I actually worked with a team
that focused on helping scientists at the
organization access the content. That
required knowing the technology and
being able to connect with the vendor
when things went wrong.
Do you see yourself as a librarian inter-

I learned a long time ago from someone
who was a vice president at a large
philanthropic organization that leading
is essentially serving those you work
with. I believe the same thing.
and I got to work in circulation and
help the reference librarians. I also had
an opportunity to work in inter-library
loan and in periodicals. There was one
librarian I met in inter-library loan who
really seemed to love libraries, and
because of my experience there and
the people I met, I decided to become
a librarian.
In addition to your MLIS, you also have
a master’s degree in public administration, which you earned in 2015. Why
did you decide to pursue an MPA?

ested in technology, or a tech geek who
happens to have a library degree?
(laughs) Well, I’m actually not working in libraries right now. I’d love to get
back into them.
I like to learn, and what I learn I like
to share with others. That’s pretty much
my view of why I contribute to technology pieces. I have both an MLIS and an
MPA, so I actually take a look at technology when it comes to both libraries
and nonprofits.
Speaking of your library degree, when
and why did you decide to become a
librarian?
It was my student experience at
Grand Valley State University—I was a
student librarian at Zumberge Library,

I had an opportunity to work in philanthropy, and I learned from the grantmaking side how nonprofits are trying to
make changes in the world. I was really
impressed with that, so I decided to go
ahead and get my MPA so I could better
understand nonprofits.
I decided to focus in human resources, but I didn’t have the heart to follow
through in that area. I did an internship
at a major foundation, and a little of it
was focused on staff training. I really
like helping people, and I liked that portion of HR, but I didn’t like the negative
parts of HR that I would have to go into.
So I never pursued that after I got the
degree.
Speaking of helping people, you seem
to have a strong service ethic—you’ve
volunteered for several organizations.
Where did you get your service ethic?
Is it something that’s ingrained in you,
or did it spring from a specific incident
or experience?
In recent years, I’ve actually been
able to serve on some nonprofit committees and boards. I served on the
SLA IT Division’s board, and I’m on the

Connect Newsletter Editorial Committee
for the Nonprofit Technology Network,
and I’ve also been a co-chair of the
Social Network Analysis Topical Interest
Group at the American Evaluation
Association.
One of the biggest reasons I volunteer is that I get to work with amazing
people. I’m not in college right now, but
I get to work with amazing PhDs as a
member of the Social Network Analysis
Topical Interest Group at the AEA, and
I get to work with people at NTEN who
are technology-focused and who are
leaders in their field. For me, being able
to contribute to the field and help others learn kind of helps me make a little
bit of use of my HR emphasis from my
MPA. So I get to help other professionals learn, and I get to work with some
amazing people.
In addition to serving others, you’ve
also spent a fair amount of time leading
them. For example, you’ve been president of the SLA Michigan Chapter and
chair of the SLA IT Division, and you’ve
chaired the Consortium of Foundation
Libraries. Do you see serving and leading as opposites on the engagement
spectrum, or to you think they complement each other?
I learned a long time ago from someone who was a vice president at a large
philanthropic organization that leading
is essentially serving those you work
with. I believe the same thing. Some
people may be interested in leading
because they want to boss other people
around, but if you have that kind of
thinking, you won’t be very successful.
Because I’ve worked with amazing
people who probably had more exper-
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tise than I did, when I’ve led I’ve tried
to be very collaborative and let others demonstrate their expertise and
help me do a better job as a leader. I
wouldn’t be working with these people
if I didn’t admire their knowledge and
expertise, so if I had the opportunity to
lead them, I wanted to work with them,
not boss them around. By facilitating
the whole experience with committees
and boards, I think it’s easier to get the
best out of people.

published in December.
So, yeah, tech really is my hobby. And
I like writing—it’s not really a hobby, it’s
something I do. But because I have an
interest in learning about technology
and sharing with others, that’s where
my writing comes across.

In my previous question, I mentioned
the SLA Michigan Chapter and the IT
Division. How long have you been an
SLA member, and what do you get
out of it?
I got involved with SLA because I had
a head at my first professional job who
encouraged me to get involved with the
association. Ever since then, I’ve tried
to keep my membership current. I really
got involved with SLA because I like to
make the most of my membership—if
you’re going to pay money into it, you
might as well make the most of it.
That’s why I decided to lead and be
a part of committees that were run by
other people—I could go ahead and
make the most of my membership and
learn from the people I was working
with.
When you aren’t writing, leading,
serving, or trying out new technologies,
what are you doing? What are your
hobbies and personal interests?
What are my hobbies? (laughs) Well, I
love to write, and I love to learn.
One of my more recent projects was
a paper for Computers in Libraries that
focused on Raspberry Pi, which is an
affordable computer. I really like tech—
it’s something I’m really interested in—
so I pushed myself to learn more about
this little mini-computer. It was also
an experience where I had to reach
out to an expert who knew more about
the technology than I did. I shared my
learning experience in the paper I wrote
for Computers in Libraries, which was
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Since you like writing, I’ll end with a
writing challenge. Finish this sentence
and explain your answer: For most
librarians, the emerging technologies
of today that will have the greatest and
least impact will be ___________ and
___________.
(laughs) I’m not sure I can answer
this correctly!
I’ll say this—I think the technologies
that will have the biggest impact will be
the ones that work best in someone’s
organization, and the ones that will have
the least impact will be the ones that
can’t be sold within an organization.
So, I’m not really saying any particular technology or tool will have the
greatest or least impact. I think that,
when it comes to technology, it’s really
the decision of the person who wants
to implement it and whether they can
make the case for it. So whatever it may
be for that librarian, it is. SLA
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New Webinars Look at
Emerging Technologies

Members Invited to Propose
New Name for SLA

In March, SLA will present a three-part
webinar series on new technologies
and their implications for librarians and
information professionals. The webinar series, “Trending Technology,” will
address the following topics:

SLA members were invited to propose a
new name for their association as part of
a broader series of changes being made
in the structure and governance of SLA
and the services and benefits it offers.
In a letter on February 19, members
were asked to respond to a survey asking the following question:
If you were creating an association of librarians, researchers, knowledge managers, information analysts,
taxonomists, competitive intelligence
specialists, and others who work in
related roles and you wanted that association to be relevant for the next 110
years, what would you name it?
“This is one of several questions that
came up during roundtable discussions
at the SLA Leadership Symposium
last month in New Orleans,” the letter stated. “… At table after table,
SLA members questioned whether the
name Special Libraries Association—
which has served us well for the past
110 years—can continue to attract and
represent information professionals
who increasingly are using skills and
tools and performing tasks that bear
little resemblance to those used and
performed 50, 25, or even 10 years
ago. The discussions at the Leadership
Symposium reached no conclusions,
but there was broad agreement that this
is a conversation that needs to be had,
sooner rather than later.”

• Emerging Technologies: What Info
Pros Need to Know (March 6)
• Blockchain Possibilities: Investigation
Findings (March 20)
• Social Media: Worth the Effort?
(March 27)
Following are descriptions of the
webinars:
Emerging Technologies. In an era
where data is democratized, what technology will most advance our work?
What technology is changing business
models? How will our everyday research
and analysis be affected? Gain an understanding of technologies like artificial
intelligence, natural language processing, and convergence and learn how
we can embrace technological change
to be more efficient and better workers.
Blockchain Possibilities. To date there
are no concrete examples of blockchain
applications in libraries, but there are
plenty of ideas on how blockchain technology might be used. This webinar will
discuss blockchain resources that are
available and describe micro-projects
that have been suggested, including ILL
vouchers, community-based collections,
and a universal library card. The presenters will also ask attendees to identify
potential blockchain applications that
can be explored in their next grant.
Social Media. With all the turmoil
around social media platforms in recent
years, do the risks of using them—to
your organization and yourself—outweigh the benefits? This webinar will
cover some of the latest and most
relevant uses of social media for your
library, information organization, and
career. It will also talk about ways to
maximize your time and minimize risk.

Changes Being Considered to
Unit, Governance Structure
In addition to questioning whether SLA
needs a new name, members attending
the Leadership Symposium told board
members that the current unit structure
is overly complicated and burdensome,
making it difficult for many smaller
chapters and divisions to meet operational requirements.
“The board is fully aware that units
are the emotional and physical home
for many SLA members, and we want to
strengthen that relationship while reduc-

•

S L A

S T R U C T U R E

ing the administrative complications,”
2019 President Hal Kirkwood noted in
a February 11 letter to SLA members
after the Leadership Symposium. “We
want to ensure that these impactful
communities within SLA are accessible to current members and those
who are engaged with the professional
community. The board is investigating
renovating and reconfiguring the units
to reduce bureaucracy and improve the
experience and engagement of volunteers by reducing the time and volume
of work required.”
In that letter and in a subsequent letter on February 21, Kirkwood described
many other initiatives the board is taking or considering:
• reducing the number of open board
meetings to decrease costs and
duplication of effort by SLA staff;
• expanding the Finance Committee,
which currently is composed of
board members and external volunteers, to include the SLA past
president, the president, and the
president-elect;
• converting the Governance and
Bylaws Committee into a committee
of the board of directors (until now,
it has been a standing committee of
the association); and
• replacing the current organizational
membership structure with a new
tiered structure that will offer free
and reduced-price access to many
SLA programs and services.
“If you sense that SLA is making and
considering a lot of changes in a short
period of time, you are correct,” the letter stated. “As I noted in my February
11th e-mail, there is much work to do,
and many tough decisions to make, to
strengthen our association. And I will
reiterate the call I made then—to ask
you to join me and the board and be
a part of the movement to help SLA
thrive, this year and every year.”
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